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1. The Purpose of this Handbook

The Richard House Volunteer Handbook sets out the broad principles for voluntary involvement in the work of Richard House.  It is of relevance, both to volunteers and also to salaried staff who are concerned with recruiting, supporting, developing and managing volunteers, and promoting volunteering.

The Volunteer Handbook will, from time to time, be reviewed to ensure that it meets the needs of both volunteers and Richard House.

2. Who are Volunteers?

Volunteers are people who, unpaid and of their own free will, contribute a gift of time, their energy and skills to benefit people in their community (in this case, Richard House).  There is no payment, nor an expectation of payment.  This is readily distinguishable from reimbursement of expenses, which ensures volunteers are not out of pocket as a consequence of their volunteering activities.

Richard House is committed to volunteering, and volunteers make a significant contribution to the work at Richard House.  Richard House aims to encourage, develop and support Volunteer involvement in its work.  In doing so, Richard House recognises that the roles of volunteers must complement and add value to the work of paid staff.

3. Values and Principles

Richard House:

· Recognises volunteering as a means of helping the organisation to fulfil its core purpose, vision, mission and goals;

· Values volunteering as an inclusive act of participation that is itself important in promoting the work of Richard House;

· Appreciates that volunteering is enjoyable and can change and enrich the lives of individuals.  Successful volunteer involvement takes account of individual’s motivations, aspirations and fulfilment;

· Acknowledges volunteering as being of wider benefit to society and its beliefs and values;

· Recruits volunteers on a task-led basis to match the needs of Richard House with volunteers’ skills, knowledge, experiences and motivation;

· Respects volunteers in both listening to and learning from what they have to say; volunteers will be told who to approach for support and have regular access to that person.

· Values and respects the individual through providing equal opportunities for active involvement within the scope of needs and resources of Richard House;

· Distinguishes volunteering from paid employment, recognising that volunteers must complement and add value to the work of paid staff.

4. Recruitment and Selection

Richard House is firmly committed to diversity in all areas of its work.  Richard House is committed to developing and maintaining an organisation in which differing ideas, abilities, backgrounds and needs are fostered and valued.   Richard House will regularly evaluate and monitor its progress towards diversity.

Age Limits

Richard House does impose a lower age limit of 18 years for certain roles.  However groups of younger volunteers may be allowed to undertake certain roles at Richard House, provided that they have undergone a risk assessment and they:

· Are supervised at all times by a competent and responsible adult;

· Have received written permission from their parents/guardians;

· Can make a useful contribution;

· Are undertaking suitable tasks for which there is no legal minimum age.

Richard House does not specify a general upper age limit for volunteers and recognises the valuable contribution made by older volunteers in terms of knowledge and experience.  However, Richard House would be irresponsible if it permitted volunteers to continue beyond a point where volunteering is detrimental to their own or other people’s health and safety.

Disclosure

In line with Richard House’s Policy on ‘Disclosure’, all staff and volunteers working within Richard House will be required to go through the ‘Disclosure’ process through the Criminal Records Bureau. The level of disclosure required will be specified in the role outline.

The volunteer has a duty to inform the Director of HR & Operations of any subsequent convictions, once their placement has begun.

5. Expenses
Richard House believes that that all volunteers should have the opportunity to be reimbursed for any agreed expenses incurred. A volunteer expense form can be found at Appendix 1.

Expenses can be paid in the following circumstances:

· Travel – to and from the place of volunteering and journeys requested by Richard House. The cheapest form of public transport should be used unless otherwise agreed with your line manager.

· Reasonable lunch expenses up to £5.00 can be paid on production of receipts if you volunteer in excess of five hours.

· Whilst you may incur other expenses due to volunteering, all expenses should be agreed with your manager/supervisor in advance.

It is important to Richard House that volunteers are never out of pocket through volunteering at Richard House.  This should mean that anyone, regardless of their financial situation, is able to volunteer.

If a volunteer is unemployed and receiving Job Seekers Allowance they should inform their Job Centre and benefits Office before starting any voluntary work. Although there is no general limit on the hours of volunteer work a person can do, they may still have to show that they are actively seeking work. Job Seekers Allowance may be affected if the volunteer cannot show they are still actively seeking paid employment (i.e. that they can be contacted if a job opportunity arises, and that they are willing to attend interviews). A volunteer in receipt of incapacity benefit is advised to talk to their local Benefits Agency before volunteering.

6. Insurance

All volunteers will be covered by the Richard House for Public liability (for personal loss or damage insurance where personal loss or damage is occasioned by the negligence of Richard House or its workers).

Volunteers with a remit to provide advice on behalf of Richard House will be covered by professional indemnity insurance.  No volunteer has a remit to provide advice unless it is specifically written into the role description.  Further advice may be obtained from the Director of Human Resources & Operations.
7. Support and Development

Richard House sees training and development as a high priority and so intends to offer appropriate training for volunteers.  You will be advised of specific training as and when it takes place.  It is important that volunteers are offered good training and support in their roles so that their time can be used properly and effectively.  Your first few sessions as a volunteer will be time for you to be trained and also for you and us to assess if the role you are undertaking is right for you.  At all times, Richard House welcomes feedback from volunteers, so please feel free to speak to your line manager, or to the Director of Human Resources & Operations.
Every volunteer is invited and expected to undertake an Induction process and specific training.  Line managers will also make a regular assessment of volunteers’ training and development needs during supervision sessions.

Training will be given to all staff and volunteers whose work involves the management of Volunteers.  Examination of the effective involvement of volunteers will be a component in the appraisal reviews of staff working with volunteers.

Richard House recognises and understands that whilst volunteers do not seek reward, they do appreciate recognition.  Volunteers will have a named line manager who will arrange regular supervision meetings to discuss any problems or issues that may arise.  Line managers will ensure that volunteers have all the appropriate and up-to-date information they need to do their work.  Supervision is one way in which we can promote the overall aims of Richard House by enabling and supporting each Volunteer in achieving their personal objectives.  It is a two way process, which enables the Line Manager to ensure that role objectives are met and at the same time help volunteers to develop to their full potential.

8. Management and Communications

Richard House is committed to implementing and improving standards and best practice for the management and resourcing of voluntary activity, and to maintaining good relations with its Volunteers. 

There are a number of key management issues, which include:

· Volunteers as leaders – A volunteer may act as a trainer, supervisor or leader providing this is properly specified and it has been established that the Volunteer has the necessary skills or potential.

· Employees as Volunteers – (Employees of Richard House can be Volunteers within the organisation depending on the role and whether any conflict of interests could arise).

· Relatives and family members as Volunteers – Relatives (of staff at Richard House) and family members (of children/young people using Richard House) are encouraged to volunteer in roles where there is seen to be no conflict of interests. 
· Clarity of role – Richard House will ensure that staff at all levels are clear about the role of Volunteers and that good working relationships are fostered between paid staff and volunteers.

· Data protection – Personal information recorded about volunteers will be stored and maintained with appropriate safeguards for confidentiality.  Volunteers have a right of access to their personal records under the Data Protection Act.

· Copyright – Volunteers must undertake to assign to Richard House copyright in any original work created by a Volunteer during the course of their volunteering.

· Public statements – Volunteers must not make statements or speak on Behalf of Richard House without express permission from their line manager.

· Consultation – Richard House supports a two way dialogue between staff and volunteers.  Volunteers will be consulted about decisions, which would substantially affect the performance of their tasks.

· Moving on - Whilst Richard House hopes that volunteers will enjoy a long and happy relationship with the Hospice, it is recognised that individual volunteers will reach a stage when their Volunteer role will come to an end.  Usually the volunteer will decide that the time is right for them to move on.  volunteers will be asked to complete an exit interview form so that we can develop the volunteer programme.

9. Communication

It is important that Volunteers are aware of issues that are relevant to Richard House and to the role that they carry out.

Communication is a two way process and it is important that both volunteers and staff make every effort to communicate with each other.  Communication styles differ, but there are some standard methods of communication that are used by Richard House that you can reasonably expect to be part of.  These include:

The Staff News Letter – published on a number of occasions throughout the year and available from Richard House, or on request.

The Richard House News Letter – published three or four times a year.

10. Confidentiality

Volunteers are obliged to observe confidentiality.  Any breach of confidentiality may result in Richard House ceasing to use the volunteer.
Confidentiality protects the disclosure of personal details concerning children, their families, supporters, volunteers and staff, as well as the operations of Richard House.  It covers aspects of trust and intimacy and focuses on respect for individuals and respect for Richard House.

Any private information disclosed must only be discussed within the appropriate Richard House team.  Information must not be discussed outside Richard House.  Every Volunteer and staff member is responsible for the protection of personal data.  Due care is taken transferring information in person, by post, fax, computer and telephone.  It is wise not to leave detailed messages on an answering service/machine.

Personal records are processed and kept in accordance with current Data Protection legislation.  Only the Human Resources Department has access to the personal files of volunteers.  The ‘individual’ volunteer can view their personal files under supervision with 24 hours notice.

Central to the confidentiality policy of Richard House is respect for the organisation, individuals and their rights.  It is the responsibility of each person to ensure that the guidelines are understood, communicated and followed to guarantee consistency in the way confidential information is handled within Richard House.

11. Boundaries

It is important to remember to maintain boundaries in whatever capacity you are volunteering for Richard House.  Volunteers represent Richard House to children, relatives and any member of the public who comes into contact with Richard House and it is important to maintain a professional approach at all times.

12. Gifts

The very nature of the work carried out at Richard House may make families wish to offer gifts as a way of saying, ‘thank you’ for the support, which they have received.  Our policy on gifts is that no volunteer, under any circumstances, should accept gifts from the children in our care or their families, but should instead refer the person to the Fundraising Department or Care Staff.

13. Time Off

Richard House expects volunteers to be committed to the role that they have accepted, but everyone needs time off.  Volunteers should inform their manager as soon as they know they will not be able to make an agreed shift.  Early notification will allow cover to be arranged if it is required.

14. Health and Safety

Whilst volunteering, Richard House will ensure, as far as is reasonably practical, that no one is at any risk in respect of health and safety issues.  Volunteers have a corresponding responsibility to take reasonable care of themselves and those around them.  The Richard House Health and Safety policy will be brought to the volunteers’ attention during Induction, when practical and safety issues will be discussed. 

15. Accidents and Incidents

Richard House is committed to providing a safe environment acknowledging that accidents and incidents do occur and as such is committed to the continual review of accidents and incidents, updating and reviewing policies and procedures as appropriate.

Richard House is committed to safe working practices for its volunteers in exactly the same way as for its employees, and takes this issue very seriously.  Richard House will carry out risk assessments on the tasks that Volunteers are asked to carry out.  Safe working will therefore not only be discussed during Induction, but also during initial training, during supervision meetings and during volunteers’ support meetings.
16. Smoking

Richard House operates a No Smoking policy for all staff and volunteers.  Smoking is not permitted in Richard House.
17. Alcohol and Drug Misuse

Richard House is committed to providing a safe environment for all its volunteers, staff and users.  All are expected to behave responsibly at all times and to safeguard their own health and safety and that of those around them.  It is the responsibility of both volunteers and staff to ensure that their performance at work is not affected by alcohol consumption or substance misuse.  Those involved in care, or driving should not consume alcohol whilst at Richard House and should ensure that their performance is not impaired by the consumption of alcohol prior to coming to Richard House. 
18. Volunteer Drivers

Volunteer drivers need to complete the ‘Authority to Drive’ form.  Those who drive on behalf of Richard House must:

1. Have a full clean driving licence, MOT (if required) and insurance.

2. Be medically fit to drive.

3. Not have any convictions over the last five years.

4. Not have had any motor accidents in the past three years.

5. Hold a full UK driving licence.

6. If you are using your own car, you must ensure that you have an MOT and that you have informed your insurance company that you are doing so.

A volunteer must have permission from the Director of Human Resources & Operations to drive their own private vehicle on Richard House business.  Volunteers should also inform their own insurance company of this activity.

19. Arrangements for when volunteers are unhappy in their work

Volunteers have the right to raise matters relating to their work with Richard House about which they feel unhappy or aggrieved.  

A volunteer wishing to raise a concern should, in the first instance, take it up with their line manager, who will discuss with the volunteer the nature of the concern or complaint.

Should the issue remain unresolved or if the issue concerns the line manager, the volunteer should raise it with their line manager’s manager.

If the matter is still unresolved, the volunteer may refer it in writing to the member of the Senior Management Team responsible for the service in question.

The decision of the senior manager is final.  The process is entirely confidential, and an outcome should take no longer than 2 weeks.

In addition, Richard House believes that every individual has a right to an environment, which encourages harmonious relationships.  Richard House is committed to preventing harassment and bullying and it is the responsibility of all managers to make sure that their volunteers are aware of it, and understand the context of the Richard House Harassment and Bullying Policy.  Allegations of harassment and bullying are very serious, but Richard House will treat very seriously any allegations proven to be malicious.

20. Procedure for dealing with problems arising between the volunteer and Richard House

It is possible that there may be occasions when Richard House determines that a volunteer must cease their activities.  Richard House reserves the right to terminate a volunteer role and volunteer service where it considers its aims are not being adequately met or where an allegation of serious misconduct has been borne out.
Should difficulties arise over the conduct of the volunteer, every effort will be made by the volunteer’s line manager to bring about the required improvement by informal counselling or other assistance.  On most occasions the problem should be able to be resolved informally.  However, if the problem is considered to be sufficiently serious, then the following formal procedure will be followed.

Issues that may result in the use of this more formal procedure might include:

· Breaching a policy laid down by Richard House;

· Not carrying out the role to the expected standard

· Not following guidelines and procedures prescribed by Richard House;

· Unsatisfactory standard of behaviour or conduct;

· Serious misconduct, including;

-
Contributing to or leading to harm or a serious hazard to, or adverse effect on, the welfare or interest of children in the care of Richard House, their siblings or families, colleagues, or others (such as, but not limited to, verbal or physical abuse, assault, bullying, discrimination, victimisation, or harassment) 

-
misuse of charity funds 

-
any act or omission deemed likely to bring Richard House into disrepute.

Richard House reserves the right to suspend a volunteer from all activity with Richard House while the situation is investigated and to report the results of any investigation to the police or to any other regulatory agencies, for inclusion on the referred list of persons unfit to work with vulnerable children if applicable.

The procedure is as follows:

1. An investigation will be conducted by the volunteer’s line manager during which as much information as possible will be gathered about the circumstances and nature of the allegations.  This will normally involve written statements;

2. The volunteer will be fully informed of the allegations against him/her, and provided with any written statements;

3. The volunteer will then be invited to attend a meeting with their line manager (at which they may be accompanied) to respond to the allegations;

4. An employee of Richard House will be present at this meeting to take a written record;

5. Should the volunteer choose not to attend this inquiry into the facts, the meeting will nevertheless continue to a natural conclusion without the benefit of the volunteer’s responses to the allegations;

6. The volunteer’s line manager will reach a conclusion on the facts and communicate the finding and management’s intentions regarding the volunteer’s future at Richard House to the volunteer within 10 days;

7. If the line manager concludes that the volunteer’s conduct was unsatisfactory the volunteer may be asked to undertake further training or support with a written timescale for improvement, or be asked to transfer to another position.  In either of these cases, the volunteer may choose to cease volunteering than accede to the request.  Alternatively, the line manager may conclude that the volunteer’s services are no longer required.  In this case, the line manager will indicate whether or not the volunteer’s name is being referred to the Secretary of State under Care Standards legislation.

The volunteer may appeal against the line manager’s finding or decision by writing within 7 days to the member of the Senior Management Team who under whose directorate the service falls, or the Chief Executive where a member of the Senior Management Team has taken the decision.  That manager will undertake a review and report outcomes to the volunteer.  This review will either be by way of a re-hearing, or by way of a review of the documentary evidence, at the manager’s discretion.  However, in either case, the volunteer will be asked to provide further written or oral evidence dealing with the grounds of appeal.

21. Public Disclosure Act

Richard House encourages volunteers to raise in good faith concerns that they may have regarding any procedure or practice within the Hospice. Richard House will ensure that any volunteer who makes a disclosure in the circumstances outlined in the policy “Public Disclosure Act” will not be penalised or suffer any adverse treatment for doing so.  However, if a volunteer who does not act in good faith or makes an allegation without having reasonable grounds for believing it to be true or makes it for purposes of personal gain, maliciously or vexatiously may be subject to disciplinary proceedings.

22. Rights and Responsibilities of Volunteers
Volunteers have a right to:

· A good knowledge of the work of children’s hospice movement in general, and Richard House in particular;

· Know to whom they are answerable;

· Be part of the team;

· Have access to training relevant to their role;

· Know to whom to talk if there are problems and difficulties;

· Be properly valued and thanked;

· Receive regular and constructive feedback;

· Have safe working conditions and adequate insurance cover;

· Say ‘no’ to unreasonable requests.

Richard House expects that volunteers will:

· Promote a positive image of Richard House;

· Ensure that their conduct within and outside Richard House does not conflict with professional expectations of Richard House;

· Not to make statements or write articles for publication in the name of Richard House without the express permission from their line manager, after consultation with the Communication Manager

· Maintain confidentiality and respect boundaries of areas of their role, Richard House, its staff, and work;

· Co-operate with all Richard House staff in maintaining harmonious inter-personal relations;

· Adhere to Richard House rules, procedures and standards;

· Be reliable; give as much notice as possible if not available or running late;

· Carry out the agreed project, task or role;

· Give constructive feedback if appropriate;

· Be accountable and accept constructive comments;

· Take part in training relevant to their role as a Volunteer. 

23. Exit Interviews
Richard House is committed to providing a good and safe working environment.  Richard House therefore would like to identify the reasons why Volunteers leave to help Richard House to plan for the future and to address any issues or concerns.  Once a Volunteer has indicated that they wish to end their Voluntary activity, the Human Resources Officer will write to the volunteer offering them an exit interview, or to complete an exit questionnaire.  There is and can be no compulsion for a volunteer to take part in an exit interview.  The exit interview will normally be undertaken by the Human Resources Officer and the level of confidentiality is negotiated with the volunteer prior to the commencement of the interview.  There are certain occasions where certain issues cannot be kept confidential.  Specific examples include practice relating to the care of children, harassment, discrimination or bullying.

24. Extra Notes
The Role of the Human Resources Officer
The Human Resources Officer will co-ordinate volunteer recruitment, selection, induction, and training. Your line manager will carry out day-to-day supervision. The Director of Human Resources & Operations will be responsible for the development of the volunteer programme within the Hospice. The office is situated on the first floor.
Signing In

On each day you work as a volunteer, please sign in using the registration book in the reception area and then report to your supervisor. This is primarily for your own safety and security purposes. It allows us to know exactly who is in the building in the case of evacuation. Please also sign out when you leave the building.

If you volunteer on an evening and/or weekend, please sign in/out using the registration book in the reception area in the same way as weekday volunteers do. 

Security

Volunteers will be provided with a security badge, which they must wear at all times when on the Hospice’s premises. Volunteers are responsible for the safe keeping of the badge and must return it to Reception when leaving the premises. If it is lost or stolen, please report this to the Human Resources Officer immediately. Unauthorised possession, use, retention, alteration, destruction or transfer of the badge to another person are criminal offences. 

Dress Code
All volunteers are expected to promote a good Hospice image by having a neat, clean and tidy appearance. 

Conduct

Volunteers are representatives of the Hospice and should project a professional attitude at all times, thereby maintaining the high standards of the Hospice.

Volunteers are expected to greet each family or visitor with courtesy, and to identify themselves and their department if answering the telephone.

Please refrain from discussing your own personal business, religious or political convictions with families.

Do not make any private arrangements with any families you might be involved with, or disclose any personal details such as your telephone number or address. If anyone needs to contact you, s/he can do so through the Hospice. This is for your own protection and privacy. Also, do not lend or borrow money from a family member.

As a volunteer, you may come across a family you know, whose child may have started using Richard House.  It is important to respect their privacy and not to mention to any third party that you have seen them. Please retain a professional manner, as they may not feel comfortable in seeing you. If a family feels uncomfortable with knowing you, the supervisor may move you to another placement for a short time.

Other policies and procedures

Within the Hospice, there is a file of policies and procedures which may be of interest to you within your volunteer work at Richard House.  A master list of these policies and procedures is attached.
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